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July 10, 2006

To:  Ms. Pam Gregory
Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12th Street, SW, Room 3-C417
Washington, D.C. 20554

\
From: Carmen M. Green, Deputy Direct
Arizona Commission for the and the Hard of Hearing
1400 W. Washington, Room 126
Phoenix, AZ 85007

Re:  CG Docket No. 03-123

Dear Ms. Pam Gregory:

Please find attached the logs for our FCC Telecommunications Relay Service Complaint Log
filing for the State of Arizona mandated by your commission.

Reports for June 2005 — May 2006 are enclosed as well as the FCC Summary Log from Verizon.

If there are any questions or concerns, please feel free to contact me at 602-542-3362. My email
address is carmen.green@acdhh.state.az.us
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The mission of the Arizona Commission for the Deaf and the Hard of Hearing is to ensure, in parmership with the
public and private sectors, accessibility for the deaf and the hard of hearing to improve their quality of life.



FCC Summary Log
for
Arizona Relay Service and AZRS STS

June 1, 2005 to May 31, 2006

Number of Complaints received from June 1, 2005 to May 31, 2006

June July Aug Sept Oct Nov Dec Jan Feb Mar Apr May
‘05 ‘05 ‘05 ‘05 ‘05 ‘05 ‘05 ‘08 ‘06 ‘06 ‘06 ‘06

3 2 4 2 6 5 3 4 6 4 3 4

The total Number of Complaints for this reporting period was 46. Complaints are
followed up and resolved in a timely manner.




FCC CUSTOMER SERVICE SUMMARY LOG

ARIZONA RELAY SERVICE
June 2005
305036 6/1/05 |Operator violated call confidentiality Operator terminated 6/20/05
CSP referred caller to their cell phone provider to report
306310 6/11/05 |Unable to reach AZRS dialing 711 from a cell phone the issue, and provided calier the AZRS 800 access 6/11/05
number
306742 6/15/05 [Operator spoke too fast to be clearly understood Supervisor coached Qperator 7/6/05

Verizon Relay Services



Operator did not folfow caller's profile

FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
July 2005
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Operator was inattentive

Verizon Relay Services

Supervisor coached Operator

Supervisor coached Operator




FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
August 2005

AR B

. LEC configuration issue; CSP requested LEC name for
313441 | 88/05  Unable toreach AZRS via 711 from home follow-up, but caller did not provide that information |
313476 8/0/05 Unable to reach AZRS via 711 or toll free numbers from|Call management system configuration issue; caller 8/905
work was referred to office telecommunications personnel
314896 8/21/05 |Operator could not connect to TERM Unable to duplicate; possible temporary technical issue 8/25/05
[
. Provided direct access number; referred caller to office 8/29/05
315903 8/20/05  [Unable to reach AZRS via 711 from office telecommunications personnel to configure PBX ] .

Verizon Relay Services



318463

9/20/05

FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
September 2005

Operator typed too slowly during a conversation

Supenvisor coached Operator on more effective use of
recording tool

9/21/05

318721

9/22/05

Unable to connect to AZRS using 711 from office

CSP provided AZRS toll-free access number; advised
caller to contact the phone administrator re 711 dialing

9/22/05

Verizon Relay Services




FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
October 2005

Operator did not leave a message on an answeting It was determined that there was a temporary technical
319856 10/2/05 machine issue which was resolved 10/12/05
) . Unable to replicate, possibly temporary LEC issue that o
320514 10/6/05 {Reached a fast-busy tone when dialing AZRS was resolved by the LEC 10/6/05
. . . Supervisor coached Operator on the importance of
320624 10/7/05 |Operator had poor typing speed and spelling skifls being attentive when handling calls 10/18/05
320625 10/7/05 _Operator typed too slowly; did not use professional Supervrsor c_:oached Opera!or on the importance of 10/18105
judgement being attentive when handling calls
321666 10M6/05 |AZRS ring, no answer Temporarily high call volume 10/16/05
— ]
322643 10/24/05 |AZRS ring, no answer Temporarily high call volume 10/25/05

Verizon Relav Servirae



FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
November 2005

323604 | 117205 |Unabie to place long distance "bill to ANI® call g:;';':: e’;’:::f::‘;";;i ;‘;’ :\‘1’231:;55‘3""3 calls; CSP 11/2/05
325095 | 11/15/05 |Operator did not keep caller informed of call status f::;’:;sglm‘?:f:ngzjﬁgﬁ;m;"’m"a““’" of 11/30/05
326729 | 11/29/05 |Operator could not understand VCO user i‘gﬁi’:{;‘g é’l‘;?i;“;‘t’i;pe’am’ on the importance of 121105
326741 11/28/05 |Operator could not process a VCO call Supervisor coached Operator on VCO call handling 12/10/05
326920 11/30/05 |Unable to place International call Supervisor coached Operator on procedure 12/29/05

Verizon Relay Services




FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
December 2005

327892 12/7/05  |Operator hung up during a relay call Supervisor coached Operator on console functions 1/3/05
—_—
. Unable to duplicate; caller was transferred to an 12117105
329251 12M17/05 |AZRS ring, no answer available operator to place a call
330219 | 12125105 [Calis from correctional institution are disconnecting ;:::;;:::;erd o correctional institution telephone 12425105

Verizon Relay Services




FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
January 2006

AT D e 15 goglis 2tk g 5

Unable to identify Operator as caller disconnected

332826 117/06  |Operator hung up during a refay call before CSP could solicit more information 117105
333333 | 1/2006 |AZRS ring, no answer :;;ﬁ'i;?ng‘;‘::?;:r g::‘g:;‘:: 2uaiiable; caller wil ry 1/20/06
333572 1/23/06  |AZRS ring, no answer Unable to duplicate; Operators available 1/23/06
334310 1/29/06  |Operator did not speak clearly Supervisor coached Operator 2/3/06

Verizon Relay Services




FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
February 2006

" . Caller's ANl is restricted; referred to telphone 11/2006
334841 21172006 |Unable to place long distance calls using AZRS administrator for resolution 2
. . . Referred caller to his state TRS where the carrier would
21212006
334952 2212006 |Caller's long distance camier unavailable through AZRS be available; provided altemate bifling methods
335509 2/7/2006 |Unable to place Interational call Sari::'jgrrestnctlon; referred cafler o his long distance 21772006
Supervisor coached Operator to always provide ID on
336451 2/15/2006 |Operator would not provide ID during a relay call request; professionalism and courtesy were also 2{22/2006
covered
Cell phone sends out-of-state ANI; calls show as long 21/2006
337208 212112006 (Unable to place local relay call relay from a cell phone distance; referred caller to his cell phone provider 2/
337471 | 2/23/2006 g::;f;;p;’;?:n‘“a‘ his long distance carrier is notan 1, te to duplicate; carrier s available on C/S console |  2/23/2006

Verizon Relay Services




FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
March 2006

Supervisor coached Operator to provide call status so 113106
338613 3/5/06 Operator typed too siow that it does not appear to text user that typing is slow 3

Supervisor coached Operator on the importance of 3/20/06

339705 3/14/06  |Operator was inattentive; did not folfow instructions . . i
following callers' instructions

Supervisor coached Operator to provide call status so 18106
340132 3/17/08 Operator typed too slow that it does not appear to text user that typing is slow a

341827 3/31/66  |{Operator would not place a VCO-to-TTY call Supervisor reviewed process with Operator 4/18/06

Verizon Relay Services



FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
April 2006

Default billing option red-lined; CSP provided other long

callers

342875 4/10/06 |Unable to place long distance call via AZRS distance bifling options 4112106
. —t

343176 4/12/06  |Unable to reach AZRS via 711 from home phone g;:; ﬂ?ﬂ?ﬁégi:ﬁ::;: t;]AZeF?sSs::cess number and referred 4/12/06
- N i ﬁ—-"—_

344892 4/30/06  [Operator kept interrupting for number to call; hung up Supervisor coached Operator on the process for non-responsive 5/2/06

Verizon Relav Servires

"]




FCC CUSTOMER SERVICE SUMMARY LOG
ARIZONA RELAY SERVICE
May 2006

" . . . Supervigor coached Operator on the importance of following
346024 5/11/06  |Operator did not follow instructions to stop typing callers' instrucions 5/15/06
Supervisor monitored Operator; noticed no typing deficiencies,
346348 5/15/06  |Operator typed too slowly but coached Operator on pacing 5/15/06
Operator did not follow instructions given at beginning of Supervisor coached Operator on the importance of following
347220 | 523006 |y callers’ instructions and on use of notepad 5/23/08
347888 531706  |RO hung up on caller OPEN

Verizon Relay Services
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DOCUMENT OFF-LINE

This page has been substituted for one of the foliowing:
o This document is confidential (NOT FOR PUBLIC INSPECTION)

0 An oversize page or document (such as a map) which was too large to be
scanned into the ECFS system.

o Microfitm, microform, certain photographs or videotape.

o Other materials which, for one reason or another, could not be scanned
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC

Reference Information Centers) at 445 12" Street, SW, Washington, DC, Room CY-A257.

Please note the applicable docket or rulemaking number, document type and any other
relevant information about the document in order to ensure speedy retrieval by the
Information Technician
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